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This training provides guidance on the basic 

nondiscrimination requirements for the Special 

Supplemental Nutrition Program for Women, Infants, and 

Children (WIC) and the WIC Farmers Market Nutrition 

Program (WIC FMNP),  programs of the United States 

Department of Agriculture (USDA). 
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The purpose of the training is to review regulations and 

policies to ensure nondiscrimination and equal opportunity 

in service delivery in accordance with State and Federal 

laws.   

In addition, each employee should understand what the 

civil rights policies mean in providing WIC or WIC FMNP 

services to our participants and how to effectively 

accomplish their job- related tasks within the framework of 

nondiscrimination.  

   

Read the text of the slide next. 
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Read the slide 
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Read the slide.  These six areas are referred to the 

Federally protected classes.  Denying a person WIC or 

WIC FMNP benefits because of one or more of these 

classes is discrimination. 

 



For additional information, please visit the following site. 

http://erd.dli.mt.gov/human-rights 
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For additional information please visit the follow site. 

http://erd.dli.mt.gov/human-rights 
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Read text of slide.  
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Read text of slide.  Self-identification is the preferred 

means of obtaining information about an individual’s race 

and national origin.  Staff will help determine race and 

national origin if necessary. Clearly explain that the 

information is only for statistical use by USDA and will 

not be used for any other purpose. It has no effect on 

eligibility. 
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Read text of slide. 
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Read text of slide. 
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Read text of slide. 

 



13 



14 



15 



16 

Read text of slide.  At your local WIC clinic, you should be 

reviewing the location for barriers to services for disable 

individuals.  To provide WIC or WIC FMNP services you 

should make reasonable accommodations and if the 

barriers can not be overcome, then an alternate means of 

service delivery should be found.  Local programs are 

asked how to file a civil rights complaint during the 

monitoring review of local WIC and WIC FMNP Programs 

 

The monitoring of farmers includes a review of access at 

the site and at the various authorized farmer booths.  

Participants and farmers are asked in the WIC FMNP 

surveys for the perception of services and if they felt they 

were treated differently than others and why they felt this 

way. 
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Read text of slide. 

A person with disabilities may need reasonable 

accommodation.   Reasonable accommodation is a response to 

a client’s capabilities.   
 

The WIC Program may redesign equipment, reassign classes 

or services to accessible buildings, provide interpreters for 

hearing impaired clients, or Braille or taped material for blind 

clients.  The WIC clinic may alter a facility (provided funds 

are available) to provide wheelchair access, give service in 

another location, or provide access in some other way that 

meets client’s needs. 
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1st Bullet:  This also includes records of discrimination 

complaints and these complaint follow-up. 

 

2nd Bullet:  As long as there are no questionable audit 

findings or an open Management Evaluation covering this 

time period. 
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When we think of discrimination, we often think of race, but there are other 

factors such as age, disability and nationality on which a person may be 

discriminated.  Compliance monitoring is used to assure us that WIC and WIC 

FMNP are providing services in a non-discriminatory manner.  This includes 

not only who is determined eligible, but also applicants and how they can 

access our services. 

 

USDA reviews us in the Management Evaluation, we review you in our 

monitoring visits and you review your subcontractors in monitoring visits. 
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Much of this information can be obtained from well maintained clinic records.  

Other information may be observed, especially barriers to service.  It may also 

be obtained through “ask and answer” sessions with such questions as “If you 

receive a civil rights complaint, what do you do?” 
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WIC FMNP will also look at how the farmer and participant are treated not 

only by the WIC clinic, but also by other farmers and the farmer serving the 

participant.  Review of the applications, monitoring reports and surveys 

provide a lot of this information. 
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At  least annually local agencies must publish information 

about the WIC Program in local newspapers.   The State 

Office will publish the notices for local WIC FMNPs. 
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Read text of slide. 
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Read text of slide.  This statement may be used in either 

program.  Local programs, Farmers’ Markets and Farmers 

may not discriminate against WIC participants based on 

any of the protected classes.  

 

 

 

If the issue relates to the protected classes specific to 

Montana, they are reported to Montana Human Rights Commission, 

PO Box 1728, Helena, MT 59624.  
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“This institution is an equal opportunity provider is the 

minimum statement of choice per Federal regulation.”   

 

Remember, the text of the non-discrimination statement 

may not be in a smaller size or font than the text used in 

the document. 
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“Rights and Responsibilities” form must be read to or read 

by each participant or authorized representative at each 

certification and must be signed and dated at certification.  

Since WIC FMNP participants are WIC participants, they 

should have read or been read the statements on these two 

documents. 
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Read text of slide.   



32 

Examples: 

 

While children over age 5 can not receive benefits, this is 

not discrimination in that the regulations specifically state 

the categorical groups eligible for services. 

 

Can not require all Spanish speaking people to come in on 

the first Tuesday of the month.  Even though this may be 

the day the interpreter is present, you can not require or 

limit days of service based on a person’s race/national 

origin.  You can recommend that day of the month because 

the interpreter is available, but not require them to attend 

on that day. 

 



Selecting sites or facilities, or relocating in a manner that denies 

an individual access to program benefits, assistance or services 

on the covered bases is considered a discriminatory practice. 

 

Such actions that limit or reduce access may not be 

discrimination, but creates a barrier to participation and maybe 

perceived as discrimination.  This is more subtle but has the 

same effect on participants.  
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There is a Civil Rights Complaint form for WIC and a 

WIC FMNP Civil Rights Log Form that should be 

completed if you get a complaint.  
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Read the test slide. 

 

Anonymous complaints will be handled to the best of our 

ability based on the information provided. 
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For written, verbal, or anonymous complaints, it is 

necessary that the information obtained be sufficient to 

determine the identity of the agency or individual toward 

whom the complaint is directed, and to indicate the 

possibility of a violation.   Only the federal representatives 

may reject a complaint on the basis of lack of merit.   

Every effort will be made to have the complainant provide 

the following information about the alleged discriminatory 

action.    

Next read the text of the slide. 
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Read text of slide first. 

Verbal or Oral Complaints - In the event a complainant makes the 

allegations verbally or through a telephone conversation and refuses or is 

not inclined to place such allegations in writing, the person to whom the 

allegations are made will write up the elements of the complaint for the 

complainant.   Verbal complaints will be accepted and forwarded 

immediately upon receipt.  Complaints must be forwarded immediately to 

the State Office.  Any complaints will be forwarded by the State Office to 

USDA.  A person making a complaint may file it directly to the Office of 

Civil Rights at USDA, but any complaint received at the WIC office for 

either WIC or WIC FMNP must be accepted and forwarded immediately. 
 

Written Complaints - Written complaints will be accepted and forwarded 

immediately upon receipt. 
 

All civil rights complaints received by the local agency staff must be 

reported to the appropriate state WIC office staff by telephone immediately 

with written follow-up to the state WIC office within 5 days.  The state  



WIC office will follow up with USDA within 5 days following 

receipt of the written local agency report to ensure their receipt 

of the complaint. 
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Complaints involving the additional protected classes in Montana, religion, 

creed, political ideas and marital status must be forwarded to the State Office.  

These complaints will be sent to the Montana Human Rights Commission who 

will investigate them. 

 

In addition, if a breastfeeding woman feels she has been discriminated based 

on sex/gender by her state, county, municipal, school district or university 

employer with regard to breastfeeding or pumping in the workplace, she may 

file a complaint with the Montana Human Rights Commission. 
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WIC and WIC FMNP have civil rights complaint logs.  This form gives a brief 

overview of the complaint and any action taken to resolve it.  More detailed 

information about the complaint must be maintained in the participant’s file. 
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Complaints concerning program eligibility are generally 

issues for fair hearings (not based on the civil rights 

protected classes).   If a complaint regarding program 

eligibility is made, local agency staff (WIC Coordinator or 

her/his designee) will, if appropriate, discuss the matter 

with the individual and explain the eligibility criteria, 

especially income eligibility and nutritional risk factors.   
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Treat all participants fairly.  Treat them the same no matter who they are, what 

their race, color, national origin, sex, age or disability may be.  Treat them the 

same no matter what their religion, creed, political ideas or marital status may 

be. 

 

The local agency is responsible for providing interpreter services, contact the 

State Office for resources.  Check with Qwest for TDD relay services or 

contact the State Office. 

 

WIC Works contains a customer service module which can be used via the 

internet. 
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The first priority when receiving a civil rights complaint is to follow the 

formal process and requirements for submitting the complaint to USDA or MT 

Human Rights Network. The second priority is to check if anything could have 

been done differently.  What about the treatment could the participant perceive 

as discrimination?  Does staff need training? 
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Skills to improve customer service and communication will reduce 

misunderstandings and misperceptions.  Recent Value Enhanced Nutrition 

Assessment trainings are applicable to prevent conflicts.  In 2007 training was 

offered in customer service by Becky Warren.  Kim Mondy provided training 

on the OARS (opened questions, affirmations, reflective listening and 

summarizing).  In 2008, Calvin Morgan provided training on cultural diversity.  

All of these, with practice, can improve your skills and reduce conflicts.  The 

DVD of the 2007 training is available in your local agency if you need to 

review it. 

 

WIC Works Resources also has an online module on customer service.  With 

internet access you can take this module.  Other companies offer training on 

customer service and appear in Montana in several locations. 

 

In conclusion, to treat all participants equitably, practice your communication 

skills and apply them and be willing to serve our participants. 

 

If you have questions please contact the State WIC Office. 
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